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ABSTRAK
Sephia Rifan Puteri, 2110411120002, 2025, Kualitas Pos Pelayanan Terpadu
(Posyandu) Pandansari di Kelurahan Landasan Ulin Selatan Kota Banjarbaru. Di
bawah Bimbingan Avela Dewi.

Penelitian ini berjudul "Kualitas Pos Pelayanan Terpadu (Posyandu) Pandansari
di Kelurahan Landasan Ulin Selatan Kota Banjarbaru" yang bertujuan untuk mengetahui
bagaimana kualitas pelayanan yang diberikan oleh Posyandu Pandansari serta faktor-
faktor penghambat dalam pelaksanaannya. Posyandu Pandansari merupakan salah satu
unit pelayanan kesehatan berbasis masyarakat yang memiliki peran penting dalam
memberikan layanan kesehatan dasar, khususnya kepada bayi, balita, dan ibu hamil.
Penelitian ini dilatarbelakangi oleh usia kader Posyandu Pandansari yang sudah lanjut
dan letak Posyandu yang berada di wilayah pinggiran kota serta kondisi pasca pandemi
COVID-19, di mana aktivitas Posyandu sempat terhenti namun sejak 2022 kembali aktif
secara rutin.

Penelitian ini menggunakan pendekatan kualitatif deskriptif dengan pengumpulan
data melalui wawancara, observasi, dan dokumentasi. Analisis data dilakukan dengan
teori SERVQUAL dari Zeithaml, Parasuraman & Berry dalam Hardiyansyah (2011) yang
mencakup lima dimensi yaitu: bukti fisik (tangibles), keandalan (reliability), daya
tanggap (responsiveness), jaminan (assurance), dan empati (empathy).

Hasil penelitian menunjukkan bahwa secara umum pelayanan yang diberikan oleh
kader Posyandu Pandansari sudah berjalan baik dan memenuhi standar dasar pelayanan
kesehatan masyarakat. Namun masih terdapat beberapa faktor penghambat, baik internal
maupun eksternal. Secara internal, kendala yang dihadapi antara lain kekurangan kader
aktif, kurangnya regenerasi kader, keterbatasan pelatihan, dan kesulitan dalam
pengoperasian teknologi. Sedangkan secara eksternal, minimnya dukungan dana
operasional dan kurangnya partisipasi masyarakat.

Dengan adanya hasil penelitian ini diharapkan dapat menjadi masukan bagi pihak
terkait untuk terus meningkatkan kualitas pelayanan Posyandu Pandansari, baik dari sisi
fasilitas, maupun dukungan masyarakat, agar pelayanan kesehatan dasar di tingkat
kelurahan dapat berjalan lebih optimal demi kesehatan ibu dan anak di wilayah Landasan
Ulin Selatan.

Kata Kunci: Kualitas Pelayanan, Posyandu, SERVQUAL, Kesehatan Masyarakat,
Banjarbaru
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ABSTRACT
Sephia Rifan Puteri, 2110411120002, 2025, Quality of Integrated Service Post (Posyandu)
Pandansari in Landasan Ulin Selatan Village, Banjarbaru City. Under the guidance of Avela
Dewi.

This study is entitled "The Quality of Integrated Service Posts (Posyandu) Pandansari
in Landasan Ulin Selatan Village, Banjarbaru City" which aims to determine the quality of
services provided by Posyandu Pandansari and the inhibiting factors in its implementation.
Posyandu Pandansari is a community-based health service unit that has an important role in
providing basic health services, especially to infants, toddlers, and pregnant women. This study
was motivated by the advanced age of Posyandu Pandansari cadres and the location of
Posyandu which is in the suburbs and the post-COVID-19 pandemic conditions, where
Posyandu activities had stopped but since 2022 have been routinely active again.

This study uses a descriptive qualitative approach with data collection through
interviews, observations, and documentation. Data analysis was conducted using the
SERVQUAL theory from Zeithaml, Parasuraman & Berry in Hardiyansyah (2011) which
includes five dimensions, namely: tangibles, reliability, responsiveness, assurance, and
empathy.

The results of the study indicate that in general the services provided by Posyandu
Pandansari cadres have been running well and meet the basic standards of public health
services. However, there are still several inhibiting factors, both internal and external.
Internally, the obstacles faced include a lack of active cadres, lack of cadre regeneration,
limited training, and difficulties in operating technology. While externally, there is minimal
operational funding support and lack of community participation.

With the results of this study, it is hoped that it can be input for related parties to
continue to improve the quality of Posyandu Pandansari services, both in terms of facilities and
community support, so that basic health services at the village level can run more optimally for
the health of mothers and children in the Landasan Ulin Selatan area.

Keywords: Service Quality, Posyandu, SERVQUAL, Public Health, Banjarbaru
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